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Key Takeaways

Communication platforms have evolved into programmable infrastructure that connects
interactions with workflows and business processes. These platforms enable real-time, event-
driven engagement across internal operations and customer-facing systems. Integration, Al-
driven orchestration and governance are central to delivering consistent, scalable interaction
across channels and environments.

Software Provider Summary

The ISG Buyers Guide™ for Communication Platforms evaluates 27 software providers offering
products that support API-driven communication, workflow orchestration, Al-enabled
interaction management, analytics, governance and enterprise integration. The research
ranked the top three overall leaders as Infobip, Microsoft and Oracle. Providers were classified
using weighted performance in Product Experience and Customer Experience for ISG
quadrant placement. 8x8, AWS, Cisco, Freshworks, Infobip, Microsoft, Oracle, RingCentral,
Sinch, Tencent Cloud, Twilio, Vonage and Zoom were rated Exemplary, with CM.com rated
Innovative. Yellow.ai was rated Assurance, and Alcatel-Lucent, Bandwidth, Bird, Gupshup, LINK
Mobility, Netcore, Radisys, Route Mobile, Tanla, Tata Communications, Telesign and Zenvia
were rated Merit.

Product Experience Insights

Product Experience, representing 80% of the evaluation, focuses on Capability (40%) and
Platform (40%), which includes adaptability, manageability, reliability and usability. Infobip,
Microsoft and Oracle achieved the highest performance as Leaders in this category,
supported by extensive API-driven communication capabilities and enterprise-grade platform
strength across adaptability, manageability, reliability and usability. Leaders demonstrated
enterprise-grade platform capabilities across diverse integration scenarios and operational
environments.

Customer Experience Value

Customer Experience, representing 20% of the evaluation, focuses on validation and TCO/ROI.
Zoom, Infobip and Oracle were the Leaders in this category, demonstrating strong customer
commitment and clear investment in customer success outcomes. Providers with lower
performance often lacked publicly available customer validation or failed to demonstrate
structured customer engagement and value realization clearly.

Strategic Recommendations

Enterprises should position communication platforms as orchestration layers for real-time,
event-driven interaction. Evaluation should prioritize API flexibility, integration depth, Al-
enabled workflow execution and governance controls. Adoption requires alignment across IT
and business teams to design interaction workflows, enforce policy and integrate with core
systems to reduce fragmentation and improve execution consistency.
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The Findings

The software providers and products evaluated in this research offer product and customer
experiences, but not every feature is equally valuable to every enterprise or is needed to
support the relevant business processes and use cases. Moreover, having too many product
capabilities may be a negative factor for an enterprise if it introduces unnecessary complexity.
Nonetheless, you may decide that a more comprehensive set of capabilities is important and

meets your enterprise’s requirements. . .
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About ISG Research

ISG Research provides subscription research, advisory, consulting and executive event
services focused on market trends and disruptive technologies. ISG Research delivers

guidance that helps businesses accelerate growth and create more value. For further

information about ISG Research subscriptions, please visit research.isg-one.com.

About ISG

ISG (Nasdagq: 1) is a global Al-centered technology research and advisory firm. A trusted
partner to more than 900 clients, including 75 of the world's top 100 enterprises, ISG is a long-
time leader in technology and business services that is now at the forefront of leveraging Al to
help organizations achieve operational excellence and faster growth. The firm, founded in
2006, is known for its proprietary market data and research, in-depth knowledge and
governance of provider ecosystems, and the expertise of its 1,500 professionals worldwide
working together to help clients maximize the value of their technology investments.
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